Chapter 4: Conflict Resolution

LESSON 2: FINDING SOLUTIONS:
CONFLICT AND BEHAVIOR

apologize
compromise
negotiation
resolution

INTRODUCTION

The success or falure of any conflict
resolution depends on the attitudes and
behaviors of the people involved in the conflict.
Those <Kills, which promote podtive, non
violent, conflict resolution, ares

Awareness of others

Awareness of the diginctions between <df
and others

Ligening kills
Compromise

Ability to express one€'s own thoughts and
fedings
Ability to respond to the fedings of others

These are ills that you will need to
devdop throughout your life. Although, con
flict is inevitable, you have control over your
own response to the Stuation, and your actions
can dther diffuse or escdae the conflict.
Remember that if you react defensvey, or
judgmentdly, it can trigger the same response
in others.
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WINNING COLORS® AND CONFLICT
RESOLUTION

Effective communication <kills ae a
key factor in the conflict resolution process.
Sometimes, in order to resolve a conflict, you
need to go beyond your own comfort zone of
preferred behaviors to facilitate good com-
munications with the other party.

‘As we discussed in Chapter 1, Winning
Colors® is an assessment tool, which is used

to dassfy behaviors into four  dominant
categories.
Planners. Plamnes ae quiet, and

introspective. They like to be correct and
are vay deal oriented. They have excd-
lent ligening skills They ae cdm, coal,
and collected on the outsde. They are
likely to hide their fedings

Builders. Builders are naturd leaders. They
are up front with people, expressing them:
seves openly and directly. They like rules,
law, order, and direction, and do not hes-
tate to tdl other what they should do.
Builders are typicaly punctua, dependable,
and loydl.

Relaters. Reaers ae very socid. They
want to be liked and they love to tak.
Rdaers dhare ther ideas and fedings
readily. They work wel in teams and need
to be shown appreciation.

Adventurers.  Adventures are  action
oriented. They are bored unless there is fun,
excitement, and things are moving. They
live in the present. They ae flexible and
thrive on spontaneity, and do not like
structure.

Usng an assessment tool like, Winning

Colors® will not only hep you evauate your
own behaviord srengths and wesknesses, but
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it will dso give you vadudble indghts into the
behaviora charecteristics of the people you
interact with on a daly bass. Surely, no one is
going to wak up to you and say, “My name is
Bob and I'm an Adventurer,” s0 you will have
to ligen carefully, and observe clues in the
other person’'s body language and speech
patterns.

With ingght and awareness, you will be
able to adagpt your communication skills, and
behavior, to be able to negotiate a peaceful
solution to a conflict.

HOT BUTTONS

By obsaving and identifying the
behaviord characteritics and tendencies in
others, you can determine how to best com+
municate with them to resolve a conflict. For
instance, some people respond better to facts
and figures, while others are more concerned
with fedings and emotions. “Hot buttons’ are
Srategies that you can use to communicete in a
way in which the other person is more likdly to
hear you, understand you, and respond pos-
tively. In other words, it is important that both
persons involved in a conflict “spesk the same
language” To illudrate this metaphor, imagine
trying to negotiate a settlement if you were
speeking English and the other paty was
speaking Chinese. Y ou would not get very far.

When you are spesking to someone
who exhibits planner behaviors, you succeed
by using planner ‘hot buttons. The same is
true if you wish to communicate successully
with those who most dealy exhibit builder,
relater, and adventurer behaviors.

HOT BUTTONS FOR PLANNERS

Take a serious approach.
Show interest, be patient, calm, and collected.
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Give ample waning before confronting
them with a conflict.

Supply detalls and dlow more time for
decisons.
Try not to impose time congraints.

Respond in terms of causes raher than
exterior effects.

Be prepared for interior
rather than exterior caring.

understanding

Show that you are competent and driving to
understand the subject.

Be agood listener and sounding board.
Avoid slly tak and babbling.

Respond with new and innovative idess.

HOT BUTTONS FOR BUILDERS

Take a bottom-line gpproach.

Explain directions step-by-step.

Let them know what is expected of them.
Do not repest unless requested to do so.
Be concise and clear in your speech.

Know the hierarchy of command and give it
proper deference.

Look for law, order, and routine.
Make sure your actions deliver results.
Be prepared.

HOT BUTTONS FOR RELATERS

Take afriendly approach.

Tdk in a pesond way and volunteer to
help out.

Show genuine concern, smile, and be kind.

Respect their fedings by not imposing your
fedings on them.
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Show persond gppreciation.

Give them  opportunity to

themsdves.
Vdidate their emotions and fedings

express

HOT BUTTONSFOR ADVENTURERS

Take alight- hearted/fun/action gpproach.
Move it; be an actioncentered person.
Keep the discussion in the here and now.
Be willing to change and be flexible.
Show you are competitive and awinner.

The more spontaneous you are, the more
you will be appreciated.

Having an easy-come-easy-go manner with
good humor wins you points.

Give immediate results or feedback when-
ever possible.

Avoid theoretic explanations.

Create result-oriented action plans conss-
tent with common goals.

EVALUATING CONSEQUENCES

Your response to a conflict should not
be a “knee-jerk” reaction, but rather a carefully
consdered response. It is important to think
through the consequences of your behaviors
before you act on them. If you act hadily, in
anger, your behavior may add fue to the fire
and conflict could escalate to violence.
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One method of andyzing a response to
a conflict is to lis three or more aternative
solutions a the top of a sheet of paper. Then
record adl of the pogtive and negative conse-
guences of each option. This forces you to take
the time to brangorm, and predict dl the
possible outcomes you could expect. The esult
will be a more reasonable and wdl thought out

response.

Your god should be to agree on a nor+
violent solution in which both party’s needs are
met. Remember, if the conflict is over some-
thing trivid, or if you will not have contact
with the person agan, you could choose to
ignore the conflict or to apologize to settle it

peacefully.
CONCLUSION

Effective communications ae essentid
to successful conflict resolution and negotia-
tion. Sometimes we misnterpret what others
say, or vice versa. However, if we practice sdf-
awareness, and seek to understand others, we
will be much more successful in mantaning
hedthy rdaionships. Underdanding your own
communications syle and being able to gppre-
ciate others, and adjust accordingly, will enable
you to resolve conflicts successfully.
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